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PROFESSIONAL PROFILE
Customer-focused service operations professional with over five years of experience delivering technical support,
incident management, and customer service within telecommunications and enterprise environments. Proven ability to
coordinate cross-functional teams, manage escalations, maintain SLA compliance, and resolve customer-impacting issues
efficiently. Skilled at building positive customer relationships, improving service delivery, analysing performance trends,
and driving operational excellence. Passionate about creating exceptional customer experiences while supporting
business objectives.

CORE COMPETENCIES

Customer Service & Service Delivery
•Customer Support Operations
•Customer Relationship Management
•Customer Complaint Resolution
•Customer Experience
•Service Delivery & Quality Assurance
•Customer Retention

Leadership & Collaboration
•Cross-functional Collaboration
•Team Coordination
•Vendor & Field Engineer Coordination
•Conflict Resolution
•Performance Reporting
•Stakeholder Communication

Operations & Incident Management
•Incident Management
•Escalation Management
•SLA Compliance
•Root Cause Analysis
•Service Monitoring
•Process Improvement

Technical Support & CRM Tools
•Microsoft 365
•Google Workspace
•Active Directory
•Windows Administration
•Remote Support
•Helpdesk & Ticketing Systems
•Hardware & Software Troubleshooting
•Networking Fundamentals

PROFESSIONAL EXPERIENCE
Network Operations Centre (NOC) Support Engineer
Integrated Power Technology Limited (Sub-Contractor to American Tower Corporation - Direct 
vendor to MTN and AIRTEL)

•Serve as the primary point of contact for customer-impacting technical incidents
across more than 500 telecommunications sites, ensuring timely issue resolution, SLA
compliance, and a positive customer experience.

May 2024 – Present
Lagos

•Coordinate field engineers, vendors, and cross-functional support teams to ensure
timely resolution of customer-impacting incidents and adherence to service level
agreements.
•Monitor service performance, identify recurring issues, and recommend preventive
actions that improve operational efficiency and customer experience.

Network Operations Centre Support Engineer
Hatfield Consult Limited (Sub-Contractor to American Tower Corporation - Direct vendor to 
MTN and AIRTEL)

•Delivered professional customer support through multiple communication channels
while coordinating with engineers to ensure timely resolution of customer-impacting
incidents.

Jul 2022 – Apr 2024
Lagos

•Maintained detailed incident documentation, RCA reports, and service handovers to
improve knowledge sharing and operational consistency.
•Collaborated with cross-functional engineering teams to prioritise incidents and
improve overall customer satisfaction.

Information Technology Support Engineer
Smartware Innovation

•Delivered first- and second-line technical support to over 100 end users, consistently
achieving a 95%+ first-contact resolution rate while maintaining high customer
satisfaction.

Feb 2021 – May 2022
Kano
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•Provided prompt and professional support for hardware, software, Microsoft 365, and
network-related issues through remote and on-site assistance.
•Managed user accounts, password resets, and access permissions using Active
Directory, ensuring secure and uninterrupted access to business resources.
•Coordinated onboarding and offboarding activities, including workstation deployment,
email configuration, and user orientation for new employees.
•Collaborated with internal departments to resolve technical issues efficiently,
minimising downtime and improving employee productivity.
•Reduced support tickets by 20% through proactive maintenance, user education, and
preventive system optimisation.
•Implemented endpoint security and antivirus solutions, reducing unexpected system
failures by 50%.
•Maintained accurate support documentation and asset records to improve service
delivery and operational efficiency.

SELECTED ACHIEVEMENTS

•Maintained a 95%+ first-contact resolution rate while supporting over 100 corporate users.
•Reduced support tickets by 20% through proactive maintenance and user education.
•Improved service reliability by reducing system failures by 50% through preventive maintenance.
•Contributed to a 30% reduction in network downtime through effective incident management and escalation
coordination.
•Helped the team earn the Team of the Year Award (2022) through collaborative service delivery and process
improvements.

VOLUNTEER ACTIVITIES

Shenovate Mentor (Volunteer) - Frontend Developer
EnovateLab Foundation

•Mentored and trained 25 female college students in web development fundamentals,
fostering technical skills, collaboration, and confidence in technology.

Nov 2022
Lagos

•Simplified technical concepts into easy-to-understand lessons, demonstrating strong
communication, coaching, and interpersonal skills.
•Supported the Foundation's initiative to promote female participation in technology
through knowledge sharing and mentorship.

EDUCATION
Higher National Diploma in Computer Science
Hussaini Adamu Federal Polytechnic

Oct 2016 – Nov 2018
Kazaure

CERTIFICATIONS

AWS Certified Cloud Practitioner
Amazon Web Services (AWS)

Google IT Support Professional Certificate
Coursera

PROFESSIONAL DEVELOPMENT
Linux Basics Course & Labs
KodeKloud

Soft-Skills Training Programme
Jobberman Nigeria

Virtual Assistant Programme
ALX Africa

Cloud Computing Learning Path
AWS Skill Builder

ITIL v4 Foundation
ITIL


